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      June 2, 2005 
 
 
EMS  
Instruction Memorandum No. ID-2005-072 
Expires: 09/30/06 
 
To: All Employees 
 
From: State Director 
 
Subject: Voice Mail and Answering Machine Procedures 
 
Program Area:  Telephone Management 
 
Purpose:  This Instruction Memorandum (IM) forwards Washington Office IM No. 2005-144 
and provides additional guidance for the use of voice mail and answering machines.    
 
Policy/Action:  Use of telephone equipment that includes voice mail or answering machine 
capabilities is an effective method of providing information to callers and recording incoming 
calls when you are unavailable to answer your telephone.  However, it is extremely important 
that these technologies are properly and efficiently used to provide quality service to callers.  
Effective immediately, the following procedures will be used in all offices. 
 
The “main” (normally the published) office telephone number must be answered during that 
office’s established business hours.  This means that someone must always be available to 
answer calls.  If you are responsible for answering the main number and you must leave, ensure 
someone is available to answer it.   
 
If your office’s telephone switching equipment provides voice mail service, you must use it 
rather than a separate answering machine.  Answering machines may only be used by personnel 
in offices where voice mail is not available. 
 
Directly answer your telephone calls whenever possible.  When using voice mail or an answering 
machine, make sure the following practices are implemented: 
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• Use a courteous, informative outgoing message 
• Be diligent about keeping your outgoing message up to date 
• Encourage your caller to leave a message 
• Provide your caller with a way to reach a “live” person 

 
Avoid the following practices: 
 

• Leaving the caller unsure of what person or office/agency has been reached 
• Using voice mail or answering machines to screen your calls or avoid answering the 

telephone 
• Allowing your outgoing message to provide outdated information 

  
Attached are several examples of outgoing messages.  You may develop your own message, but 
ensure that you include your name, office (or agency) name, an indication of your availability, 
and a way for the caller to obtain immediate assistance. 
 
Timeframe:  Effective immediately. 
 
Background:  This IM replaces ID-2003-009, which expired 09/30/04. 
 
Manual/Handbook Sections Affected:  None. 
 
Coordination:  This policy was coordinated with the State and District Administrative Officers 
and the State Office IRM Telecommunications Group. 
 
Contact:  If you have any questions about these procedures, please contact Kent Saxon, State 
Telecommunications Lead, by calling (208) 373-3941 or via e-mail. 
 
Boise District with Union:  This IM contains current and existing approved policy. 
 
 
 
Signed  Authenticated 
K Lynn Bennett Shellie Hartsock 
   Administrative Specialist 
 
Attachments 
1 – WO IM No. 2005-144 (2 pp) 
2 – Samples of Voice Mail and Answering Machine Messages (1 p)  
 
 
 
 
 



 

 

Samples of Voice Mail and Answering Machine Messages 
 
In Office:  Voice Mail 
 
“Hello, this is Joe Smith* with the Bureau of Land Management.  It is the week of February 26th 
and I’ll be in the office all week.  I’m sorry I can’t take your call right now, but if you would like 
me to call you back please leave your name, phone number, and a message.  You may also dial 
zero to reach the receptionist.” 
 
In Office:  Answering Machine 
 
“Hello, this is Joe Smith* with the Bureau of Land Management, Jarbidge Field Office.  It is the 
week of February 26th and I’ll be in the office all week.  I’m sorry I can’t take your call right 
now, but if you would like me to call you back please leave your name, phone number, and a 
message.  Please call our main office number at 555-1234 if you need immediate assistance.” 
 
Out of Office:  Voice Mail 
 
“Hello, this is Joe Smith* with the Bureau of Land Management.  Today is Friday, March 31st.  
I’ll be out of the office until 3 P.M.  Please leave a message and I’ll return your call.  In my 
absence, Fred Jones at extension 1234 can help you, or you may dial zero to reach the 
receptionist.” 
 
Out of Office:  Answering Machine 
 
“Hello, this is Joe Smith* with the Bureau of Land Management.  Today is Friday, March 31st.  
I’ll be out of the office until 3 P.M.  Please leave a message and I’ll return your call.  In my 
absence, please call Fred Jones at 555-6789 or our main office number at 555-1234.” 
 
* Some telephone consultants suggest wording that states that the caller has reached “. . . the 
office of Joe Smith”, or “. . . the desk of Joe Smith”, or even “You have reached voice mail for 
Joe Smith ”. 
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EMS TRANSMISSION:  05/13/2005 
Instruction Memorandum No. 2005-144 
Expires:  9/30/2006 
 
To: ADs, SDs, and CDs 
 
From: Assistant Director, Information Resources Management 
 
Subject: Restricted Use of Answering Machines during Core Business Hours 
 
Program Area:  Information Resources Management 
 
Purpose:  This memorandum sets forth guidance related to the Fiscal Year 2005 Interior and 
Related Agencies Appropriations Act’s provision that precludes the use of funds to operate 
telephone answering machines during core business hours unless an option is provided that 
enables callers to reach an individual on-duty as follows: 
 

SEC. 316. Other than in emergency situations, none of the funds in this Act may be used 
to operate telephone answering machines during core hours unless such answering 
machines include an option that enables callers to reach promptly an individual on-duty 
with the agency being contacted. 

 
Policy:  This directive pertains to main office numbers and any telephone lines that are published 
or posted on web sites.  Please follow the following guidance: 
 
• The main published office phone number should be staffed during core business hours.  If 

the person responsible for answering the phone has to leave, the phone should be 
forwarded to someone who can answer it.  In the event the line cannot be forwarded, an 
alternate number should be provided on the message. 

 
• The definition of main phone numbers is at your discretion but should include, at a 

minimum, published phone numbers and those posted on web sites for public access 
purposes.  Your definition should be practical and realistic and consider the calls you 
receive. 
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• Personal telephone lines with voice mail should provide an alternate number where 

someone can be reached or the option to put in a code number, which will forward calls 
to a main operator or another person who can receive calls.  Personal telephone lines that 
do not have voice mail should be equipped with a rollover to the main line if possible. 

 
Time Frame:  This directive is effective immediately. 

 
Budget Impact:  The impact of the requirements of this IM will be minimal. 

 
Background: None. 
 
Manual/Handbook Section Affected:  None. 
 
Coordination:  This Instructions Memorandum was coordinated with Selma Sierra, Chief of 
Staff, WO-100. 

 
Contact:  If you have questions, please contact Debbie Cunningham, WO-501, at 
 202-208-7701. 
 
 
Signed by Ronnie Levine     Authenticated by:  Glenda Barnes 
Assistant Director, Information     WO-560, Policy & Records Group 
     Management 
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